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INTRODUCTION 


The Food and Beverage (F&B) Service Industry is 
defined by the output of products. However, it does not 
include the production and retailing of food and drinks. 
F&B service operation deals with serving of food and 
beverages to customers. It is an important part of the 
Hotel and Hospitality Industry as it adds to the earning 
of the Industry. The basic function of people working 
in the F&B Service Industry is to serve food and drinks 
to customers and meet their various hospitality needs. 
The main aim of the Industry is to achieve customer 
satisfaction. The needs that a customer might be seeking 
to satisfy are as follows. 

e Physiological: need for special food items 

e Economic: value for the price paid 

e Social: friendly atmosphere 

e Psychological: need for enhancement 

of self-esteem 
e Convenience: desire that someone else does 
the work 

F&B service operation involves a multitude of 

activities — right from purchasing the raw material 


NOTES 





required for preparing the food or beverage to preparing 
food or beverage, and its presentation. Therefore,the 
F&B service operation engages the staff in works like 
keeping the inventory of material, maintaining the 
quality of service continuously, managing various 
catered events, and most importantly, analysing the 
business outcomes to decide future policies. 


CHARACTERISTICS OF F&B SERVICE OPERATION 


e The F&B Service Industry generates employment. 

e It also encourages entrepreneurship. 

e It promotes diversity through different food 
concepts and cuisines. 

e F&B services are innovative and not fixed or rigid. 

e The F&B service operation is consumer-led. 


SESSION 1: ORGANISATION STRUCTURE 
oF F&B SERVICE DEPARTMENT 


F&B service is part of the service-oriented hospitality 
sector. It can be part of a large hotel or tourism 
business and can also run as an independent business 
entity. Members of the F&B service team are required 
to perform an array of tasks, which include preparation 
for service, greeting guests, taking down their orders, 
settling the bills and performing various other tasks 
after the guests leave. 


F&B service department organisation chart 


The organisation chart of the F&B service department 
must provide a picture of the line of authority and 
the channels of communication within the department. 
In a large hotel, the department is headed by the 
F&B Director’, who is assisted by Outlet Managers or 
Assistant F&B Managers. 

The organisation chart must be placed on the F&B 
office notice board and the back of the house area of 
each F&B outlet (Fig. 3.1 and 3.2). However, it must be 
noted that the designations and hierarchy as mentioned 
in the organisation chart is not rigid and may vary from 
organisation to organisation. 
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Fig. 3.1: Organisation structure of the F&B department in a small hotel 
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Fig. 3.2: Organisation structure of the F&B department in a large hotel 





PREPARATION FOR FOOD AND BEVERAGE SERVICE OPERATION 


Relationship of F&B service department 
with other departments of a hotel 


The various departments of a hotel are interlinked. 
Therefore, it becomes imperative for us to understand 
the communication that takes place between these 
departments so that we may practise the same at our 
workplace. Coordination and synchronisation are the 
most important managerial activities in the hotel. These 
are not periodic activities but ongoing processes. The F&B 
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Kitchen 


The F&B outlets of a hotel are 
backed by the kitchen department 
for the production of food and 
accompaniments. Staff members on 
both the sides (production and service) 
have to coordinate in works like 


Fig. 3.4: The kitchen department of a receiving and placing of meal orders. 
hotel is responsible for food production. 
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Housekeeping 


This department is responsible for keeping the F&B 
outlets neat and hygienic at all times. The maintenance 
of furnishings and upholsteries, linen, electrical 
and electronic fixtures is the responsibility of the 
housekeeping department. Staff members on both the 
sides (production and service) have to coordinate to 
maintain high standards of professional upkeep. 


Front office 


The F&B service department receives information about 
the arrival and departure (date and time) of guests in the 
hotel. Hence, the F&B service staff know whether they 
are room guests or walk-ins. All F&B bills of a room guest 
are sent to the cashier at the front office for computing 
the grand master bill. Any outside reservation for 
dining in F&B outlets is routed by the front office 
personnel to the respective outlets. 


Sales and marketing 


The personnel in this department strike deals with 
individuals and organisations for corporate meetings, 
conventions, parties, etc. Normally, these parties are 
routed to the banquet section in the F&B service area. 


Human Resource 


It is an important department as the F&B service 
department relies on it for recruitment of skilled 
workforce in order to run its operations smoothly. It is 
the Human Resource department, which is responsible 
for deciding the remuneration, training and other 
benefits of employees, etc. 


Security 


This department takes care of valet parking services of 
the guests, who arrive to dine in various F&B outlets 
of a hotel. It is also concerned with keeping anti-social 
elements at bay, as well as, handling unruly guests. 
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Purchase and store 


The F&B service department procures raw material for 
preparing food, alcoholic and non-alcoholic beverages, 
crockery, cutlery, hollowware, glassware, stationery and 
other proprietary items from the purchase and stores 
department. 


Information Technology (IT) 


This department takes care of updates and maintenance 
of Property Management System (PMS) software used 
by the F&B service department. It also helps in 
upgrading menu items in the software, and ensures 
smooth generation of bills. 


F&B service personnel and 
their responsiblities 


F&B director or manager 


Depending on the size of an organisation, the nature 
of responsibilities of an F&B director or manager’ will 
vary. Since this person is the senior-most in the F&B 
hierarchical structure, one must have ample experience 
in different types of F&B service operation. This will 
enable the F&B director to coordinate with various 
other departments of the hotel and integrate various 
functions as the head of the F&B service department. 
The F&B director’s work includes the following. 
e To report to the General Manager with heads of 
the other departments every morning 
e Toreport and analyse the previous day’s functions 
for future needs like 
- F&B sales achieved in each outlet 
- incidents, accidents and unusual happenings 
- deviation from forecast turnover and reasons 
(for example, last minute changes in menu, 
number of guests, non-availability of certain 
food items, etc.) 
- general forecast turnovers for the day 
e To analyse and report 
- staff positions for the day, additional 
requirements and redeployment as and 
when necessary 
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- staff welfare concerns like promotion, pay 
hikes and other incentives 
- plans or changes as required in the department 

e To act on complaints or suggestions as received 
by the General Manager’s office, as well as, those 
the person receives oneself 

e To plan for special programmes and sales 
promotion like product packaging, fun and fairs, 
discounts and incentives 

e To work on profit margin 

e To prepare new wine list and check the stock of 
alcoholic beverages 

e To plan and compile menu, and discuss it with 
the chef 

e To take strategic decisions on staff and workforce 
requirement 

e To carry out departmental training for the 
maintenance of highest professional standards 

e To hire and lay off staff 

e To procure for large-scale businesses like 
conventions and conferences, and carry out 
planning and production of services 

e To ensure that the purchase and storage of all 
food items and drinks are efficiently and effectively 
carried out 


Restaurant, banquet, room service 
or bar manager 


There are different managers for restaurant, banquet, 
room service and bar, who are responsible for smooth 
administration in their respective service areas. The 
nature of job for restaurant, banquet, room service 
or bar manager will by and large remain the same, 
except for some key functions that are specific only for 
a particular department. The person’s job relates to 
linking the management with staff. The manager must 
be quality conscious as regards to cost and quantity, 
empathetic, consistent and diplomatic. The person 
has to report to the F&B manager. The person must 
share one’s opinions, ideas and suggestions for the 
improvement of quality, standard and turnover of the 
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NOTES organisation. The restaurant, banquet, room service or 
bar manager job includes the following. 


To forecast the turnover of covers, sales, tables, 
food and beverage, etc. 

To carry out constant public relations with guests 
during service 

To devise systems off-service on maintaining 
and enhancing public relations to ensure repeat 
clientele, as well as, new ones 

To check the staff position, attendance, 
punctuality, grooming and _ re-deployment 
according to the need of the day 

To give necessary instructions to supervisory 
staff about plans and policies as regards to VIP 
arrivals, special parties and other important areas 
To remain vigilant at all times in order to check 
and control pilferage, theft and revenue leakage 
To coordinate with the other departments for the 
smooth functioning of one’s departmental area 
To handle and resolve complaints or disputes 
between the staff and guests 

To monitor the guests and weed out those creating 
nuisance in the service area 

To keep control over inventory of equipment, 
breakages and replenishments 

To handle employee grievances 

To prepare confidential reports, appraisals and 
dossiers for subordinates 

To monitor the function prospectus and set-ups 
for conventions, meetings and parties in banquets 


Senior captain 


This person serves as an important link between the 
management and staff in each service area. The ‘senior 
captain’ needs to be present at all service times and keep 
a watch at all stations, ensuring smooth functioning of 
the designated service area. The senior captain’s duties 
include the following. 





To collect all bookings at the restaurant, banquet, 
bar tables from various sources 

To check from the kitchen and bar about 
non-availability of an item or drink, or if something 
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is to be sold rapidly, and convey the same to the 
concerned staff 

To assess quickly in case of an emergency, for 
example in case of extra people walking into the 
restaurant or bar, the senior captain must be able 
to make arrangements for furniture and other 
accessories, and deploy additional staff 

To check the mise-en-place and mise-en-scene of 
the concerned service area 

To conduct staff briefings, allocating tables and 
giving instructions 

To distribute covers equally at all stations to avoid 
overcrowding and pressure at a single station 

To coordinate with the kitchen at different levels of 
priority like urgency, fussy guests, wrong orders 
and pick-ups 

To handle guest complaints, suggestions or minor 
grievances so that the guests do not leave the 
service area with pent up feelings 

To advise or suggest a guest on information 
required like local events, movies and theatres, 
art, dance or literary shows, entertainment, 
shopping and recreation facilities in the city 


Captain 


The major duty of a ‘captain’ is to conduct F&B service. 
Most of the guest relations are carried out by this 
person. The captain closely monitors the actual service 
taking place. In the service area, depending on its size, 
there could be more than one captain. Each captain 
has a team of waiters. The duties of a captain include 
the following. 


To greet and seat the guest at the table 

To present the menu and suggest dishes as per 
the customer’s requirements 

To understand the body language of the guest, 
anticipate the person’s requirements and 
fulfill them 

To take down the order and inform the kitchen 
staff about the same 

To collect complaints and feedback from 
the guests 
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e To ensure that the service is carried out efficiently 
by the waiter at all times 

e To check the bill thoroughly before presenting it 
to the guest 

e Toclear the doubts of the guests, if any, as regards 
to billing 

e To maintain records of kitchen and beverage 
order tickets 

e To prepare and maintain all records with respect 
to the service area concerned 


Waiter 


A ‘waiter’ is the main functionary of the service area 
and mostly does labour-oriented work. The person 
must be courteous, graceful and energetic to perform 
long hours of work. The waiter must always be alert 
through the service period, so that the person is able to 
handle unexpected situations. The waiter’s duties are 
as follows. 
e To set up the restaurant and do mise-en-place 
e To assist the captain in welcoming and seating 
the guests 
e To pour water in the glasses of the guests and 
make them feel comfortable 
iF | e To collect the kitchen and beverage order tickets 
Fig. 3.5: A waiter from the captain and ensure that the order is 
taking down an order placed correctly in the right pick-up area of 
at a restaurant. the Mitdhen 
e To add or remove cutlery, glassware and flatware 
as required 
e To serve beverages in the correct order of service 
to the guests 
e To clear the tables 
e To collect the guests’ feedback and hand it over 
to the captain 
e To assist other waiters during peak hours so as 
to tackle work pressure and speed up the service 
e To present the bills, follow the correct payment 
procedure and return the change to the guests 
e To ensure that the restaurant is closed at the end 
of the day’s service 





FOOD AND BEVERAGE SERVICE TRAINEE — CLASS IX 





Trancheur or carver 


‘Trancheur’ is a French term for carver. The person is 
responsible for moving the carving trolley and carving 
of meat joints at the guest’s table as required. This is 
a Western or European style of service, which is yet to 
evolve in India. The carver has to carve cooked meat as 
per the guest’s choice at the table. 


Sommelier or wine waiter 


‘Sommelier’is a French term for wine waiter. This person 
is responsible for serving alcoholic beverages at the table 
during the service of meals. The sommelier must have 
knowledge of wines with respect to its quality, age and 
taste. The person must be able to read the labels, have 
knowledge of serving a wine at the right temperature and 
the way it is to be served. Traditionally, a wine waiter’s 
duty includes the service of cigars, cigarettes, chewing 
tobacco and tobacco rolls as well. The person must also 
know the food items that complement particular wines. 


Activity 





Visit a large hotel in your area and prepare a chart on the 
organisation structure of its F&B service department. 


Material required: chart paper, notebook, pen, pencil, eraser, 
sketch pens, etc. 


Procedure 
e Visit a large hotel in your area. 
e Meet the HR manager and find out about the hotel’s F&B 
service department’s organisational structure. 
e Note down the hierarchy of F&B staff, their roles and 
responsibilities in your notebook. 
e Make a chart and present it before the class. 


Check Your Progress 
A. Fillin the Blanks 
ie is responsible for the service of all 
alcoholic drinks at the table during service of meals. 
2. is the main functionary of the 


service area and mostly does labour-oriented work. 
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3. The of the F&B service department 
must provide a picture of the line of authority and 
channels of communication within the department. 

4. The is responsible for carving the trolley 
and carving of meat joints at the guest’s table as and 
when required. 


5. Checking mise-en-place and mise-en-scene of a service 
area is the duty of a 


B. Subjective Questions 
1. Discuss the relationship of F&B service department 


with other departments of a hotel. 
2. Draw a diagram representing staff hierarchy in the F&B 
service department. 
3. Explain in brief the duties of the following F&B 
service staff. 
(a) F&B director or manager 
(b) Captain 
(c) Waiter 


SESSION 2: ATTRIBUTES OF A WAITER 


In the F&B service department, the product not only 
includes food and drinks but also staff members coming 
in contact with customers. Hence, the total product 
would be a sum of food, drinks and services rendered 
by the staff. Service is difficult to standardise, yet some 
form of standards can be laid down for smooth and 
efficient performance. Standards can be laid down at 
two levels. 

e Professional and hygienic appearance 

e Personality traits 

The presentation and behaviour of service staff in an 
establishment reflects the quality of the establishment 
itself. No matter how tasty the food and how attractive 
the ambience is, poorly trained, untidy and rude staff 
are enough to antagonise customers. On the other hand, 
if the staff members are trained and efficient, they can, 
to a certain extent, make up for the shortcomings in the 
overall services rendered. 


Personal hygiene and appearance 


The adage — first impression is the last impression, 
holds true for the F&B Service Industry as well. How 
professionally and hygienically one presents oneself 
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will determine the standards of the establishment and 
quality of services that follow. It is, therefore, important 
for all staff members, especially, those deployed in 
the food service area like waiters to take care of the 
following points. 


Take a bath every day. 

Avoid using aftershave, perfume or deodorant 
with a strong fragrance. 

Men must keep their hair short, while women can 
tie their hair or style it in a bun, using a hairnet 
and hairpins. 

Avoid excess make-up and jewellery. 

The nails must be clean and trimmed, free of 
nicotine stains and odour. 

Oral hygiene must be taken care of. One must 
brush one’s teeth regularly twice a day and use a 
mouth wash before coming to duty or after eating. 
The uniform must be neat, ironed and starched. 
Wear formal shoes. They must be polished. Do not 
wear sports shoes at work. Also, avoid fashion or 
designer and high-heeled shoes. 

Cuts and burns must be covered with dressing. 
Cold or other infections must be reported 
immediately. 

Wash the hands every time with water and an 
antiseptic soap after using the toilet, smoking or 
dealing with waste. 

Do not run fingers through the hair, chew or bite 
the nails, scratch the face and other body parts 
constantly, or carry out other unhygienic and 
annoying activities. 


Traits or attributes of a waiter 


Conduct 


The waiting staff must possess soft skills, be humble, 
polite and respectful to their seniors and guests. 
They need to be calm and composed even in stressful 
situations. Tactfulnmess and honesty are the two 
important traits that the waiting staff must possess. 
They must converse with the customers in a soft tone 
and have a smiling face always. 
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Salesmanship 


Since waiters are considered as technical salespersons, 
they must be aware of the technicalities involved 
in the job, i.e., method of service, presentation and 
accompaniments, and method of preparing food items 
and beverages as mentioned in the menu. 


Memory 


A waiter with the skill to recall things and instances draws 
the attention of the guests and senior staff members 
in no time. This trait helps the person remember the 
favourite dish or beverage of a particular guest, the last 
time the guest had visited the restaurant or hotel, etc. 


Responsibility 


Responsibility is another characteristic that the waiter 
must possess as the person often deals with alcoholic 
beverages and also with a lot of money. Irresponsibility 
and carelessness may lead to pilferage and theft. 


Observation 


A keen sense of observation and an eye for detail help 
the waiter become more vigilant and efficient on job. 
The ability to correctly judge people is an advantage. 
A sense of anticipation in the Service Industry is an 
important quality. Observation is the ability to anticipate 
what a guest or the management needs, even before it is 
asked for. This leaves a lasting positive impression on 
the guest. 


Punctuality 


It is one of the most important traits of the waiter. If the 
staff is always late for work, it shows lack of interest in 
their work, and also, lack of respect for the management 
and customers. 


Local knowledge 


The waiting staff must have knowledge of the city, where 
they are working, so that they are able to suggest to 
the guests about the various forms of entertainment the 
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area offers, the means of transport to visit the places of 
interest, etc. 


Attitude towards customers 


The correct approach towards customers is important. 
The staff need not be servile but be able to anticipate 
the customers’ needs. They must keep a careful watch 
on the customers at all times during the service without 
directly staring at them. Care must always be taken while 
dealing with difficult customers. The staff must never 
argue with the customers as this will only aggravate a 
situation. All complaints must be referred to someone 
in authority in the food service area. 


Honesty 


This is one of the most important traits for the staff 
while dealing with both customers and management. 
Trust and respect between the staff, customers and 
management ensure a pleasant work atmosphere, 
which encourages efficiency and team spirit among 
F&B service operators. 


Concentration 


Concentration helps the waiter to perform the job ina 
better way. Lack of concentration will lead to forgetting 
the orders or time of pickup of a dish, which may lead 
to dissatisfied, disgruntled and irritated guests. 


Activity 


Prepare a chart, showing the the grooming standards followed 
by waiters and their attributes. You can collect pictures of 
waiters in action. 


Material required: chart paper, notebook, pen, sketch pens, 
pencil, eraser, glue stick, a pair of scissors, pictures showing 
waiters in action, etc. 


Procedure 


e Access the Internet and collect pictures of waiters in action 
in the service area of restaurants. 
e Take a printout of the pictures. 
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NOTES e Paste the pictures on a chart paper, indicating the grooming 
standards followed by waiters and also their attributes. 
e Present it before the class. 


Check Your Progress 


A. Mark ‘True’ or ‘False’ 


1. Aftershave, perfume or deodorant used by waiter must 
have very strong fragrance. 

2. The quantity of service staffin any establishment reflects 
the quality of the establishment itself. 


3. A keen sense of observation and an eye for detail will 
help a staff member become more vigilant and efficient 
at job. 

4. A waiter must directly stare at the customers while 
observing them. 


B. Subjective Questions 


1. Explain in detail the attributes of a waiter. 


2. Write short notes on the following. 
(a) Personal hygiene and appearance 
(b) Five personality traits of a waiter 


SESSION 3: Basic RESTAURANT 
OPERATION STANDARDS 


The basic layout of a restaurant is shown in Fig. 3.6. 
However, the arrangement may vary, depending on the 
space available and services required to be dispensed 
from this area. 


Arrangement at the sideboard 


A sideboard is the most functional piece of the 
restaurant equipment or furniture. It is the central 
point for a waiter. Therefore, it must be Kept clean, 
checked and stocked at all times. It is designed to 
hold necessary items, which could be required during 
a service. The design of the sideboard depends on the 
following points. 
e Style of service and menu offered 
e Number of waiters working from one side station 
e Number of tables to be attended to from one 
side station 
e Amount of equipment it is expected to hold 
or accommodate 
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Fig. 3.6: Layout of a restaurant 


The top of the sideboard must be made 
of a heat-resistant and washable material. 
Also, it must be big enough to hold at 
least two large salvers, along with water 
jugs, sauces and other accompaniments 
required during a service. After the service, 
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the next service. The items to be placed on | a Silver È 
the sideboard are as follows (Fig. 3.7). | a re iE 
e Assorted tableware: service spoons 3 a5 
and forks, fish knives and forks, 5 
dessert spoons and forks, joint = 


knives and side knives 

e Assorted Chinaware: joint plates, 
fish plate, sweet plate, tea or coffee 
cups and saucer, soup bowl, service 
salvers and water jugs 

e Bread baskets, butter dishes, 
ashtrays, cruet sets, bud vase, 
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toothpick holder, straw holder, menu cards, 
check folders, etc. 

e Gueridon trolley (it is made ready in conjunction 
with the sideboard and according to the type of 
service offered) 


Forms and methods of service 


The forms and methods of service depend on many 
factors but the style of service depends on the type of a 
catering establishment. The other factors involved are 
as follows. 
e Type of guest: tourist, traveller, business 
personnel or worker 
e Time for eating: short or leisure lunch 
e Location of the restaurant: heart of the city 
or outskirts 
e Type of menu: table d’hote or a la carte 
e Cost of the food 


Table service 


In this type of service, the guests enter the dining 
area of the restaurant and take their seats. The waiter 
offers water and menu card to the guests, who place 
their orders with the waiter. The table is covered in this 
service. It is grouped into the following types. 


English or family service 

The host actively participates in the service. The waiter 
brings the food on platters, shows it to the host for 
approval, and then, places the platters on the guests’ 
tables. The host either makes food portions and serves 
to the guests, or allows the waiter to do so. To replenish 
the plates, the waiter takes the platters around and 
serves or lets the guests help themselves. This is a 
common family service in specialty restaurants, where 
the customers spend more time on the premises. 


American or plate service 


The food is served in the guests’ plates in the 
kitchen itself in a predetermined portion. The 
accompaniments to be served along with the food and 
presentation of the food — all are decided in the kitchen. 
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The plates, are then, brought to the guest’s tables. This 
kind of service is common in coffee shops, where the 
service needs to be quick. 


Gueridon service 


In this service, partially cooked food items from 
the kitchen are taken on a Gueridon trolley to be 
cooked completely near the guest’s table for achieving 
a particular appearance and aroma. It also offers 
a complete view of the food while it is being cooked. 
The waiter needs to be dexterous as the person has to 
perform the role of a cook partially. 


Silver service 


In this service, the food is presented in silver platters 
and casseroles in the kitchen itself. The table is also set 
with sterling silverware. The platters are, then, placed 
on the sideboard over burners or hot plates. At the time 
of serving, the waiter picks up the platter from above 
the hot plate and presents it to the host for approval. 
The waiter, then, serves the food to each guest using a 
service spoon and fork. 


Russian service 


Also known as ‘platter service’, this type of service comes 
from the era of the Tsars of Russia. The key feature 
of this service is the elaborate presentation of food like 
whole lamb, turkey, etc. The 
server decides the portion to be 
served. Russian service is only 
used for grand occasions or 
functions and state banquets. 


Assisted (buffet) service 


In this type of service, the 
guests themselves take plates 
from the stack and go to the 
buffet counter, where different 
types of food are kept in large 
casseroles and platters over 
burners. The guests can serve Fig. 3.8: In assisted or buffet service, the guests go to 
themselves or request servers the buffet counter and serve the food themselves or 


request servers behind the buffet table to do so. 
behind the buffet table to do so. 
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In sit-down buffet restaurants, the tables are 
arranged with crockery and cutlery, where the guests 
can sit and eat, and even replenish their plates. 


French service 


It is a personalised and private service, wherein, different 
types of food are put in platters and casseroles and kept 
on the guest’s tables near their plates. The guests serve 
the food themselves. It is an expensive and elaborate 
service, commonly used in fine dining restaurants. This 
service has two variants. 


Cart French service 


It is a method, in which the food is partially prepared 
in the kitchen and brought out on a cart to be fully 
prepared at the table side. The guests select the food 
items from the cart while sitting at their tables and are 
served from the right. Such a service is offered to small 
groups of VIPs. 


Banquet French service 


The food is prepared in the kitchen. The servers serve 
the food to each guest from the left-hand side. For 
replenishment, the servers keep the food platters in 
front of the guests. 


Self-service 


In this type of service, the guests enter a dining area, 
select the food items they want to have and buy coupons 
for the same. They go to the respective food counters 
and hand over the coupons to the servers, who, in turn, 
serve the food. Here, the guests are required to take 
their own plates to the table and eat. 


Cafeteria service 


It is a quick service that is practised in industrial 
canteens, hostels and cafeterias. The menu, which offers 
a limited choice, is, usually, displayed on the counter. 
The space for sitting arrangement is also limited. The 
food is served to the guests on the counter itself, who 
need to take it to their tables themselves along with the 
cutlery. The tables are not covered. Many cafeterias 
have high chairs and narrow tables for the guests. 
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Single point service 

In this type of service, the guests order the food, pay for 
the same and get the food served at the counter itself — 
all of these done at a single point. There may or may not 
be a dining area or seats. The following are the different 
methods of single point service. 


Food court 


A food court has a number of food counters from 
where customers can order food and eat in the adjacent 
eating area. 


Kiosks and vending machines 


A kiosk, usually, has a food vending machine. A 
customer types the food item that one wants to have and 
inserts the currency note required to buy a food item 
into the machine. The machine, then, dispenses the 
ordered food item and also returns the change. Vending 
machines are also installed in industrial canteens, 
shopping centres and airports. 


Takeaways 


This is also a single point service and does not require 
the service of waiters. The customer places an order, pays 
for it and collects the food package from a single point, 
i.e., the counter, and consumes the food somewhere 
else. Takeaways offer quick service and do not have an 
eating area. 


Special service 


It is called special service as it provides food 
and beverages at places not meant for food 
and beverage service. The following are the 
different methods of special service. 


Grill room service 


In this type of service, vegetables and meats 
are grilled on coal and fire to offer a better 
view and choice to the customers. The guest —— 

1 hes h h Fig. 3.9: Vegetables and meats 
can select the items that one wants to Nave. are grilled on coal and fire in an 
The guest, then, takes a seat and is served the open space to offer a better view 
grilled food items along with accompaniments. and choice to customers. 
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Tray service 


In this method, whole or part of the meal is served to 
the customers in trays, such as hospitals, aircraft, 
trains, etc. 


Trolley or Gueridon service 


The food is cooked and presented to the guest on table 
from a movable trolley, for example food served on 
trolleys to office workers or in aircraft and trains. 


Home delivery 


The food is delivered to the customer’s home or place of 
work, for example home delivery of pizzas or meals on 
wheels, etc. 


Lounge service 


This involves service of a variety of food items 
and beverages in the lounge area of a hotel or an 
independent place, for example a sit-out or small 
waiting area. 


Room service 


This type of service is found in hotels, where food is 
served to the guests in their rooms. Small orders are 
served in trays, while those containing a number of 
dishes are taken to a guests room on trolleys. The 
guest places the order with the room service. The room 
service staff receive the order and inform the kitchen 
department. Meanwhile, the waiter prepares the tray 
or trolley and asks the cashier to prepare the bill. The 
waiter takes the bill along with the food order to the 
guests room and obtains the guest’s signature on it 
or takes the payment. Usually, the soiled dishes are 
cleared from the room after half-an-hour or one hour. 
However, the guest can call the room service for clearing 
the soiled dishes after finishing with the meal. 


Types of menu 


Menu is a list of food and beverage items offered in a 
restaurant. It also displays the prices of the dishes on 
offer. It is through the menu that a restaurant appeals 
to the guests. It is, therefore, ‘the silent salesperson’. 
There are two types menu. 
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A la carte (from the card) 


In this menu, each food item is separately priced to give 
the guests a choice as per their taste and budget rather 
than offering a complete meal at a fixed price. Each 
course has a number of choices. However, the courses, 
generally, follow the sequence of French classical menu. 
A la carte menu varies from meal-to-meal, depending 
on the type of eating joint — restaurant, coffee shop, 
ethnic restaurant, bar, etc. Sometimes in a restaurant, 
both the menus run concurrently as some people go for 
budget menu and others go for a la carte. 


Table d’hote (table of the host) 


Such a menu in a restaurant costs 
a fixed price and there are only a 
limited number of dishes to choose 
from. Table d'hôte menu prices the 
entire meal, irrespective of whether 
the guest consumes the entire meal 
or not. Table d’hote is a list of a small 
number of few courses without specific 
choices. This is a package deal for 
budgeted customers. Other menu like 
buffet comes exactly between a la carte 
and table d’hote, where the guests are Fig. 3.10: In table d'hôte menu, the entire meal 
oered & wide choice mike the food is is priced, irrespective of whether the guest 
consumes the entire meal or not. 

priced per head. 

Flexi choice menu’ often has few variations of 
table d’hote, where there are two to three vegetarian 
or non-vegetarian meals to choose from with prices 
slightly different from each other. It can also be called 
‘menu du jour’ (menu of the day) ‘carte du jour’ (card of 
the day), ‘prix fixe’ (fixed price). The examples of flexi 
choice menu include regular thali@ ¥100+taxes; deluxe 
thali @ ¥150+taxes, special thali @ ¥200+taxes. 





Covers 


Table setting in a restaurant is determined by the style 
of cuisine it serves. This means the type of food served 
will have a bearing on the type of cutlery used. Attention 
must be paid to table setting as itis at the table where the 
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guests relax and have their dining 
needs met. A carefully set table will 
, i give the guests an impression that 
Ko mil the service staff and management 
m appreciate their business and are 
not careless at work. 

‘Cover’ refers to place setting for 
one guest on the table, where the 
crockery and cutlery pieces are 
placed. Most restaurants use one of 
iadi the two basic covers for their table 
Fig. 3.11: A carefully set table leaves a lasting setting — ala carte and table d’hote 

impression on guests. (set menu) cover. 
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A la carte cover 


This cover is used for an à la carte menu, which means 
a menu that has individually priced dishes. An à la carte 
cover consists of the following items. 
e All-purpose knife and fork 
e Side plate 
e Side or small knife 
e Wine glass (usually, a white wine glass is 
placed as customers mostly order white wine 
for the first course) 
e Napkin 
e Centrepieces, for example cruets, tent cards, 
table numbers, bud vase and candlestick 


Table d’hote or set menu cover 


Table d'hôte menus are mostly used in banquets. When 
setting table d'hôte cover, one is required to know the 
dishes on the menu as the cutlery requirements for each 
course needs to be included in the cover setting. The 
tableware for this cover consists of the following items. 

e Soup spoon 

e Fish knife and fork or entrée knife and fork 

e Main course knife and fork 

e Entree fork and spoon for dessert 

(variations exist) 
e Side plate 
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Side or small knife 
Wine glasses 
Napkin 
Centrepieces 


Service at the table in a small restaurant 


Remember to serve the ladies first. However, if there 
is a child in the group, then the child must be served 
first. Following are the points for service and clearance 
in table service. 


Place a clean plate from the guest’s left. 

Serve drinks, including wine and water, from the 
guest’s right. 

Serve the food from the guest’s left-hand side 
Keep a serviette under the entrée dish. 

Refill the glass with water when it is three—fourth 
empty from the right. 

Always check the guest’s plate for second or third 
serving, if needed. 

Clean the plate from the right-hand side of the 
guest when the person indicates of finishing with 
the meal. 

Never remove the glasses and napkins till the 
guest is seated. 

Carry out crumbing only after the guest has 
finished with the meal. 

After crumbing, set the cover for dessert if the 
guest has placed an order. 

Say thank you when the guest leaves the restaurant. 
Clear the table using a salver and change the 
tablecloth if required. 


Service at the table in a large restaurant 


The points to remember while serving at the table ina 
large restaurant are as follows. 


After the guests are seated, unfold each guest’s 
napkin and present it to them. 

Offer the menu card to each guest and stand away 
for few minutes, allowing the guests to decide 
what they would like to have. 
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If there are extra covers on a table, ask the guest 
if more visitors are expected. If not, then remove 
the extra covers immediately. 

In a traditional Continental meal, start with 
serving bread rolls to each guest and place the 
butter dish on the table. 

At the time of taking down the order, politely ask: 
“May I please take your order, sir or madam?” 
Always stand at the right of the guest and be ready 
to offer suggestions on the menu or translate 
any term or explain what a particular food item 
contains and how it is prepared. 

Take down the order neatly on the waiter’s writing 
pad. While taking down the order, one must never 
rest the hand on the back of the chair or lean 
too close to the guest. Stand straight and bend 
forward slightly from the hips. 

The waiter needs to be aware of the preparation 
time required for all dishes offered in the menu. 
Do not mislead the guests as regards to 
the timing. If a guest is in a hurry, suggest 
some ‘ready-to-serve’ items and never a ‘cooked 
to order item’. 

Always ask the guest how one would like 
the preparation to be, for example spicy, less 
spicy, etc. 

Place the order in the kitchen, bar or pantry, and 
serve the drinks immediately. 

Follow it up with snacks or savouries ordered. If 
the snacks are pre-plated, serve from the right 
side of the guest. If not, serve each guest at the 
table from the left. 

Serve the food ordered in correct sequence. 
Each course must be served with appropriate 
cutlery and flatware. If wine is to be served 
as an accompaniment, appropriate glasses must 
be used. 

The food items must be served at the correct 
temperature like hot food items must be served 
piping hot and cold food items cold. 
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e At regular intervals, check for replenishing the NOTES 
water goblet, guests’ glasses for drinks, as well 
as, food on their plates. 

e After the main course is over, clear all items from 
the table, except the ashtray, bud vase, desert 
cutlery and water goblet. The cruet must be 
cleared after the main course. 

e Offer finger bowls to the guest at the end. 

e Carry out crumbing at the table and change the 
ashtray, if required. 

e Offer the menu card to the guests to choose 
dessert items and take down the order. 

e Clear wine glasses and bottles from the table. 

e Lay the dessert covers and accompaniments. 

e Serve the dessert. Cold desserts are served before 
hot ones. 

e Clear the dessert plates. 

e Take the tea or coffee order and serve the coffee. 
Politely ask the guests if they would like to have 
more tea or coffee. 

e Let the guests relax and seek their permission for 
presenting the bill. 

e Always present the bill in a bill or cheque folder. 
Collect the amount, make the payment at the 
cash counter and hand over the change to the 
guest in the bill folder. 

e If the guest offers a credit or debit card to make 
the payment, either bring the card swiping 
machine to the table or escort the person to the 
cash counter, where the machine is placed. 

e Always acknowledge tips with a ‘thank you’. If 
a guest does not give a tip, acknowledge with a 
‘smile’ and ‘thanks’. 

e See off the guests by helping pull out the chairs 
of the ladies and escorting the guests till the exit 
door. Greet and thank them, and invite them to 
visit the restaurant again. 

e Clear the table. Re-lay if necessary and ready it 
for the next guest. 
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If a mistake occurs during the course of service, 
apologise immediately to the guest and take the 
corrective step. 

Ifa problem arises at a table, do not argue with the 
guest. ‘The guest is always right’ is the cardinal 
rule that the Hotel Industry follows. Try to solve 
the problem politely and tactfully. In case of an 
unruly or stubborn guest, immediately inform the 
senior or manager. 


Mise-en-place 


It means making a restaurant ready for service, i.e., 
doing all the preparatory work. During mise-en-place 
of the restaurant, the following points must be taken 
care of. 


Everything that may be required during a service 
must be made readily available and easily 
accessible from the side board and pantry. 

The covers must be laid neatly and appropriately, 
and must have all required accessories like 
ashtray, bud vase, cruet set, etc. 

Bottles and jars containing salt, pepper, sauces, 
ketchup, chutneys, jams, pickles, etc., must be 
kept ready at the side station. 

Bottles containing sauces, chutneys and jams 
must be replenished from time-to-time. Salt and 
pepper containers must be refilled daily, and 
must be emptied and washed weekly. 

The neck and mouth of the bottles and jars must 
be wiped daily with a damp cloth. 

When the restaurant cleaning is over, all 
equipment necessary for a service must be 
checked and set out. 

Cheque folders, menu cards, toothpick holder, 
mouth freshener, finger bowls, straw holder, etc., 
must be available in sufficient quantity at the 
side station. 


Mise-en-scéne 


It refers to setting the environment of an area in order 
to make it safe and hygienic, and give it a pleasant and 
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comfortable appearance. For the waiter, the restaurant 
is the service area. Before each service, the restaurant 
must be ready and presentable enough to welcome the 
guests. The supervisor or team of waiters must ensure 
the following. 

e The carpet must be brushed and cleaned. 

e All tables and chairs must be in order. 

e The menu cards need to be in a presentable 
condition and not torn from the sides or damaged. 

e Tent cards or other sales material need to be 
presentable. 

e The doors and windows of the establishment 
must be opened for some time for ventilation and 
fresh air. 

e After sometime, the doors and windows must be 
closed and the air condition or heating unit must 
be set at a comfortable temperature. 

e Replace all dirty linen with fresh ones. 

e Fresh tablecloths and mats must be laid on 
the tables. 

e Also, Keep fresh flowers in the restaurant. 

e Ensure that all lights and fixtures are in working 
condition. 


Briefing 


It is conducted by the captain or manager for all 
employees at the beginning of a shift. Briefing facilitates 
two-way communication between the management and 
staff. Usually, this is the time when the staff members 
are checked for maintenance of grooming standards 
before being allocated jobs. The following may be 
communicated in the course of a briefing session of 
10-minute duration. 
e Any VIP in the house 
e Policies and rules to be followed by the staff or the 
restaurant, in general 
e Job allocation 
e Immediate reporting for the shift 
e Checking the grooming and personal hygiene 
standards followed by the staff 
e Appreciation and rewards for staff for work 
done in earlier shifts 
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Rectification required on the basis of observation 
Banquets or other events to be held in the hotel 
or restaurant 


Receiving the guest 


Receiving the guest and making the person comfortable 
for the duration of stay is one of the most important 
tasks that must be followed by all F&B service staff. 
If the guest is welcomed with a smile, the person will 
enjoy the food. In many high-end establishments in 
India, a hostess or flash host often greets the guest and 
escorts the person to the table. Few points that must be 
taken care of while receiving a guest in a restaurant are 
as follows. 


The guest must always be greeted by the last 
name (if known) and as per the time of the day. 
For example, “Good morning, Mr. Sharma.” If 
the name of the guest is unknown, the person 
may be addressed as sir or madam. For example, 
“Good morning, sir!. Table for two?” (or as per the 
requirement). 

In case ofa reservation, the restaurant reservation 
book must be checked to find out if a table has 
been reserved for the guest. 

If the guest does not have a reservation, a table is 
selected as per the person’s requirement and the 
person is assisted by the head waiter or captain 
towards the table. If there are ladies in the group, 
assist them by pulling out the chairs and help 
them settle down first. 

Hand over the menu card to the guest on arrival 
and alert the station head waiter or captain. The 
waiter offers a welcome drink and water to the 
guest as the person glances through the menu. 
The waiter takes down the order and starts with 
starters as per the guest’s order. 

Knowing exactly where to seat the guest comes 
with experience but a single guest must never 
be seated in the centre of the restaurant as the 
person may feel conscious or awkward. 
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Activity 


Visit a hotel in your area and observe the procedures followed 
in the restaurant area for receiving and greeting guests. On the 
basis of your observations, prepare: 
e a report on receiving guests at the restaurant. 
e a chart showing the difference between mise-en-place and 
mise-en-scène of the restaurant using pictures. 
e labeled diagram of the restaurant. 


Material required: chart paper, notebook, pen, sketch pens, 
pencil, eraser, pictures showing mise-en-place and mise-en- 
scene in the restaurant, glue stick, a pair of scissors, etc. 


Procedure 

e Visit the restaurant of a hotel in your area. 

e Observe the restaurant staff receiving and greeting guests. 

e Obtain some pictures of the services offered by the 
staff there. 

e Show the difference between mise-e-place and 
mise-en-scène at the restaurant. 

e Draw a labeled diagram of the hotel’s restaurant. 

e Prepare a report after the visit. 

e Present and discuss it in class. 


Check Your Progress 


A. State ‘True’ or ‘False’ 


1. Briefing facilitates two-way communication between the 
management and staff. 


2. Table d’hote is a menu, in which each food item is 
separately priced to give the guest a choice as per the 
taste and budget. 


3. Mise-en-place means to set the restaurant ready 
for service. 


4. American service is platter-to-plate service. 


B. Subjective Questions 


1. What do you mean by table service? Explain the various 
types of table service. 


2. Explain single point services with its different methods 
in detail. 


3. What is menu in F&B operation? Explain its types. 


4. Draw a labeled diagram of a sideboard and explain 
its importance. 


5. Enumerate the points to be considered while rendering 
service at a table. 
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6. Write short notes on the following. 
(a) Briefing 
(b) Social skills 
(c) Receiving a guest 


SESSION 4: RESTAURANT EQUIPMENT 


Equipment forms an inevitable part of the F&B Service 
Industry. It plays an important role in building the 
mood of guests, complementing the outlet theme and 
elevating guest experience. The equipment used in a 
restaurant can be broadly classified into the following 
categories. 
e Restaurant fixtures 
e Furniture and furnishings 
e Service equipment 
- Food containers, pots and pans 
- China, ceramic, earthenware, stoneware 
and melamine 
4 Glassware, copperware, bronzeware and 
other metalware 
a Silverware 
- Wood, straw, cane and other green products 
e Measuring, testing units and machines 
e Table linen 
e Maintenance and service kit 
e Office stationery and other printed material 
e First aid and emergency kit 
e Communication and information system 


Crockery 


An establishment, generally, uses a variety of crockery. 
Usually, one design and pattern of China is used 
but when an establishment has a number of outlets, 
different designs and colours are preferred to avoid mix 
up. Few caterers can afford to buy quality China for 
day-to-day operations because of high initial capital 
and replacement costs involved. In such a case, a 
caterer uses its substitute called ‘earthenware’, which 
has vastly improved over the past few years, both in 
appearance and durability. 
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Types of crockery and their sizes 


Some of the commonly used crockery 
pieces in restaurants are as follows. 

e Soup plate: 20 cm in diameter; 
used for serving thick soups 

e B&B (bread and butter) plate (side 
plate): 15 cm in diameter; used for 
serving bread and butter 

e Fish plate: 20 cm in diameter; — | 
used for serving fish items and Fig. 3.12: Caterers, generally, use a substitute 
hors al oeuvres for China called earthenware for crockery. 

e Dessert plate (sweet plate): 18 cm in diameter; 
used for serving desserts 

e Meat plate (joint, dinner or main course plate): 
25 cm in diameter; used for serving main courses 

e Cereal bowl: 13 cm in diameter; used for serving 
cereals (cornflakes, wheat flakes, choco flakes, 
etc.), puddings, compotes 

e Cheese plate: 16 cm in diameter; used for serving 
cheese and biscuits 

e Consommé cup: used for serving thin soups only 

e Coffee cup: also called ‘demitasse cup’, 10 cl 
(centilitre) capacity; used for serving black coffee 

e Teacup: 19cl (centilitre) capacity; used for serving 
tea and coffee 

e Demitasse cup: 31/2 oz 





Storage 


China crockery pieces must be stored on shelves in piles 
of approximately two dozen. They may topple down and 
break in case more number of crockery pieces is piled 
up. The crockery pieces must be stored at a convenient 
height so that they can be placed and removed from the 
shelves easily with no fear of accidents. China need to 
be kept covered to prevent dust and germs from settling 
on them. 


Tableware 


Tableware is a term used for all items in flatware, 
cutlery and hollow-ware. Flatware denote all forms of 
spoon and fork. Cutlery refer to knives, forks and other 
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cutting appliances. Hollow-ware consists of items made 
of silver, which are hollow in nature. These consist of 
containers, such as serving bowls, pots, Kettles, and 
water and ice jugs. These containers are either made of 
glass or metals, such as copper, brass or stainless steel. 


Storage 


There must be boxes or drawers to store each item. Each 
box or drawer must be lined with baize to prevent the 
items from sliding and ensuring that there is no noise 
while handling them. Besides, it prevents the items 
from scratches. 

Hollow-ware items must be stored in shelves that are 
labeled. They must be stored at a convenient height for 
easy access. Examples of cutlery and flatware are fish 
knife and fork, dessert spoon and fork, joint knife and 
fork, soup spoon, tablespoon, coffee spoon, etc. 


Types of spoon, fork and knife 


There are different types of spoon for serving or eating 
various food items (Fig. 3.12). Forks often accompany 
spoons or help independently pickup food bites. Knives 
are used to portion the food. 


Dinner (table) spoon 


It has an elongated round cup and is used for eating 
the main course. Using a dinner spoon, one can pick up 
just the right amount of rice, stew or curry. This spoon 
is always paired with a fork (with four tines) of the same 
length or a dessert knife. 


Dessert spoon, knife and fork 


These are smaller than those used in the main course 
and are used for having dessert items. 


Soup spoon 


It has a round cup, bigger than dinner or table spoon. It 
is as long as dinner spoon. 
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Tea or coffee spoon 

It is smaller than dessert spoon in length and cup size. 
Such a spoon is used to stir tea or coffee. 

Sugar spoon 

It has a flower-shaped round cup. It is used to take 
sugar from the sugar bowl of the tea set. 

Ice cream spoon 


It is a small spoon with a flat rim that can help cut an 
ice cream. It comes in small, medium and large sizes. 
The choice of the spoon size depends on the quantity of 
ice cream to be served and the size of the bowl in which 
it is to be served. 


Dinner spoon Ice cream spoon Dinner fork 


Soda spoon 

















Dinner knife Butter knife 
Ce =) Ss uG m 
Dessert spoon Dessert fork Fish knife 
Dessert knife Fruit fork | Fish fork 





= ——_ Tea spoon | t- 
Serving spoon 


Coffee spoon 





Soup spoon 





E> ances) =. | D = | Salad fork 


Salad spoon Sugar spoon 


Fig. 3.13: Spoons, forks and knives used in a restaurant 
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Cocktail (soda) spoon 


This spoon has a long handle, which reaches the 
bottom of a cocktail glass. It is used in stirring or mixing 
the drink. 


Butter knife 


It has a short rectangular blade that is sharp on 
the lower side to form an edge. It is useful for cutting 
semi-firm pieces of butter and apply it on food items 
like bread. 


Salad spoon 

Always paired with salad fork, a salad spoon is used in 
mixing and serving salad. 

Serving spoon 


It has a large round cup designed to serve stew and rice. 


Fruit fork 
It has two tines. It helps to pick thinly sliced fruits. 


Roast fork 


It is the largest fork used in a restaurant. It has longer 
and stronger tines that help hold and pick-up large 
meat or vegetable pieces. 


Pastry or gateaux knife 


It is a flat, elongated, triangle-shaped knife and is used 
to cut pieces of pastry or gateaux and handle it smoothly. 


Stainless steel and silver 


Stainless steel flatware and silver is available in a 
variety of grades. In silver plated tableware, two 
grades have been specified—standard for general use 
and restaurant thicker grade, marked with an ‘R’, for 
restaurant use. The minimum thickness of silver plating 
may give a crockery item a life of at least 20 years, 
depending on the use. Plain cutlery is more popular 
than patterned ones as they are cheaper and easier to 
clean. Stainless flatware cutlery and flatware can be 
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obtained by different degrees of polishing. Stainless 
steel resists scratching far more than other metals and 
is more hygienic. It neither tarnishes nor stains. 


Restaurant glassware 


Glass adds to the appearance of a table and the overall 
ambience of a room. There are many patterns available. 
Glasses are measured in terms of capacity by fluid 
ounces. 1 Fl 0z=0.028 litre/28.413 ml (1 litre=1000 ml). 
There are many type of glasses. There are glasses for 
serving champagne, brandy, water, beer, etc. Except 
certain specialty restaurants, where coloured glassware 
or cut glassware is used, hotel glassware is, usually, 
plain. A wine glass must be plain so that the colour and 


brilliance of the wine served is visible. 


<] 


Water goblet Red wine glass Champagne Champagne 
10 fl oz 9 fl oz tulip flute 
Y 6.8 Fl oz 6.7 Fl oz 
White wine Cherry glass Brandy balloon / Beer goblet Parfait glass 
glass 6.7 Fl oz brandy snifter 12 Fl oz 4 Fl oz 
6.7 Fl oz 8 Fl oz 


< 
-i 


© O % 


Beer tankard Cocktail glass Champagne saucer Rolly polly glass Liqueur glass 
1/4 to 4 pints 2,3 Fl oz 6 Fl oz 9 Fl oz 6 Fl oz 
) | | 
o | 
Old-fashioned Pool glass Tom collin glass High ball glass Juice glass 
glass 12 Fl oz 12 Fl oz 8 Fl oz o Fl oz 


9 Fl oz , , 
Fig. 3.14: Type of glasses used in a restaurant 
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Storage 


Glasses are, normally, stored in glass pantry. They 
must be placed in single rows on paper-lined shelves, 
upside down to prevent dust from settling in. Plastic 
coated wire racks made specifically for stacking and 
storing glasses. Such racks are a convenient method 
for keeping glassware, which reduces breakage. 
The different type of glasses used in a hotel are depicted 
in Fig. 3.14. 


Special equipment 


Chafing dishes (chafers) 


These are food-warming dishes. They keep the food 
warm for the required at time a fixed temperature. They 
come in two variants — electric or chafer fuel candle. 
Chafing dishes come in various shapes and sizes, and 
with or without lids. Modern day chafing dishes are 
made of light metal or ceramic with handles, and are 
sometimes covered with a see-through lid. 


Ice cube making machine 


An ‘ice maker’ or ‘ice machine’ is used for making ice. 
The term ‘ice machine’, usually, refers to a standalone 
appliance that automatically makes ice to be used in 
drinks, etc. 


Plate warmer 


Plate warmers are used in restaurants to keep the 
dinner or joint plates warm. Food tastes the best when 
hot. Cold plates can rapidly cool food, making it less 
tasty. Warm plates keep food at the right temperature 
and germ-free. 


Wine chiller 


It is a bucket, where ice is kept to chill a bottle of wine. 


Dishwasher 


A dishwasher is a machine that washes and dries plates 
and glasses automatically. 
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Sideboard 


A sideboard is the most functional piece of restaurant 
equipment or furniture. This is the central point for 
waiters. Therefore, it must be kept spotlessly clean. 
Also, it must be checked and stocked at all times. It is 
designed to hold all necessary items, which could be 
required during a service. 


Linen 


It is one of the most costly items used in a restaurant. 
Therefore, its quality is important. Usually, one-for-one 
rule is followed in the Hotel Industry, which means one 
clean item is issued for each dirty item handed in. The 
original stock of clean item is issued upon the receipt 
of a requisition form written in duplicate and signed by 
the concerned person from the food service department. 
The top copy goes to the housekeeping department or 
linen room and the duplicate copy remains in the book 
held in the F&B service area. A surplus linen stock is 
always maintained in the food service area in case of an 
emergency. If the tablecloth is slightly dirty, a slip cloth 
is placed over it for the next service because of the high 
laundry cost involved. 

Dirty serviettes, when exchanged for clean ones, 
must be tied in bundles of 10 each. The clean linen 
needs to be stored on paper-lined shelves, the correct 
sizes placed together and the inverted fold facing 
outwards, which helps in counting. If the linen pieces 
are not stored in a cupboard, they must be covered to 
avoid dust from settling on them. The main linen items 
commonly found in the F&B service area are as follows. 

e Tablecloth 

94x54 inch for 76cm square table, or 3ft 
Pona of round table 

» 72x72 inch for 3ft square table 

-= 72x96 inch for rectangular table 
72x54 inch for rectangular table 

° Slip cloth: 3x3ft to cover a soiled or grubby 

tablecloth 

e Serviette: 18-20 inch square if made of linen; 

14-17 inch square if made of paper 
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Furnishing, fittings and fixtures 


Restaurants must have appropriate air conditioning 
system, ceiling and exhaust fans. Apart from these, air 
curtains, humidifiers, de-humidifiers and high-voltage 
insect cutters are also important. Lighting is a part of 
restaurant fixtures. Compact Fluorescent Lamp (CFL) 
is in vogue. Halogen and sodium vapour lamps are 
used for spot lighting and displays at bar counters, 
etc. Sometimes, dimmers, flashers and blinkers are 
also used. Several types of floor covering are used in 
a restaurant. Woolen carpets are no more in fashion. 
Synthetic strong and moth-proof carpets are more 
popular. Fancy tiles, polished wood, granite and marble 
floor surfaces, matching with the restaurant theme and 
décor, are also used. Walls may have a surface of straw, 
cane, coir, jute or ceramic. Plaster of Paris, texturised 
painting, commercial blowups, mirrors and wallpapers 
are some of the surfaces used for walls and ceilings. 


Restaurant furniture 


Furniture is an important feature in a restaurant as it 
gives 50 per cent of the value to customer comfort and 
rest. The shape and design of tables, sofas and chairs 
completely depend on the type of restaurant, services 
offered and customers. 


Size and shapes of tables 


e Square table for four: 36x36 inches or 
42x42 inches 

e Rectangular table for four: 30x48 inches 

e Rectangular table for six: 42x72 inches 

e Round table for six: 54 inch in diameter 

e Standard height of table from the ground: 
30 inches 


Size of chair 

Chairs come in a wide range of designs, material and 
colour. As per industry standards, a chair seat must be 
18 inches from the ground, height from the ground to 
the top of the back 39 inches and depth from the front 
edge of the seat to the back of the chair 18 inches. 
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Activity 1 





Visit any two hotels or restaurants in your area and collect 
information about the tables and chairs used there. 


Material required: notebook, pen, pencil, eraser, etc. 


Procedure 


e Visit two hotels or restaurants in your area. 
e Note down the following information about the tables and 
chairs being used there. 
«= Baize 
= Height 
= Width 
= Size 
e Sitting area available 


Check Your Progress 
A. Fillin the Blanks 
Soup plate is cm in diameter. 
Meat plate is used for serving courses. 


The capacity of glasses is measured in 
One fluid ounce is 


Plate warmer, chafing dish and wine chiller are examples 
of equipment. 


oS Se 


B. Subjective Questions 


1. Draw a labeled diagram of different types of standard 
glassware used in a restaurant. 
2. Differentiate between the following. 
(a) Flatware and hollow-ware 
(b) Crockery and cutlery 
3. Write short notes on the following. 
(a) Restaurant linen 
(b) Restaurant furniture 
(c) Special equipment 
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